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Welcome

Use KB articles stored on your Exchange folders to reply to support emails in Outlook seamlessly

This is an elaborate help documentation that will guide you how to work with both management and user modules

of Team Knowledgebase for Outlook. For a quick overview, refer to our video demonstration available on the
product website.
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1. Why do you need a knowledgebase?

You and your team frequently find yourself solving the same issue over and over. Your end-users send you emails on similar
issues repeatedly. You wish you could share your knowledge with team members so that everyone has the same
understanding and are communicating the same message when asked about specific issues! Yes, a knowledge management
system is what you need, where all the best practices of your businesses, operations and assets are documented, and are
accessible at the enterprise level to all members of your team.

Other factors that demand for a knowledge management system for your organization:

« Rising rate of innovation and increasing competition in marketplaces

To replace informal knowledge with format methods, especially, when the organization is under-staffed
Competitive pressures reduce the size of workers that holds valuable business knowledge.

To help new workers to experience and acquire knowledge in the shortest time.

Early retirements and increasing mobility of the work force lead to loss of knowledge.

Need to manage increasing complexity as business operations become globalized.

Changes in strategic direction may result in the loss of knowledge in a specific area.

S Y. N

Retaining knowledge when employees leave or change positions

As most of our work is information based, it is imperative that organizations maintain a structured library of information and
solutions, such that, the knowledge system provides access to right information, at the right time, to the right workers in
need. In brief, knowledge and information have become the medium in which business problems occur. As a result, managing
knowledge represents the primary opportunity for achieving substantial savings, significant improvements in human
performance, and competitive advantage.

oy, .
‘ AssistMyleam



Page4

Team Knowledgebase

Outlook

2. Introduction

Team Knowledgebase for Outlook is an enterprise-wide knowledge base, allowing you and your team to share information,
reduce customer support, improve staff productivity and eliminate time wasted searching for information across disparate
systems such as shared folders and paper documents, all inside Outlook.

File Home Send f Receive Folder View Q' Tell me what you want to do

& o 5 B @00 25

X=

L
-

x
Clean Up -
Teamn My Mew Empty Mavigateto Ensure Current Help Mew  MNew - Delete Archive  Post  Reply
Settings... = Options... = KE ~ KE Folder - IDs  View~ = Email Iltems~ & Junk~ Reply
Team Knowledgebase (4.1.21.404) Mew Delete
4 All Public Folders “ All Unread Search
F
b Il AMO N O | io SUBJECT CATEGORY |TYPE
b [0 Archive Cases 4 Category: Hardware: 8 item(s)
AUTOTPS 4 Type: lpod: 1 item(s)
EFOD # @J 100010 iPod Charging lssue Hardware lpod
Harware Troubleshootings 4 Type: MacBook: 7 item(s)
Licensing KBs 1 # 100011 Useful keyboard and trackpad tips and shortcuts  Hardware MacBook
_f . .
[+ Personal Helpdesk ] 100012 Apple Portables: How to disconnedt the Mag5af... Hardware MacBook
E| RR 2 U] 100013 MacBook Pro: How to install memory Hardware MacBook
# 100014 How to use Remote Disc to share DVDs or CDs o... Hardware MacBook
Service Tips # 100015 How to Use non-standard discs in optical drives  Hardware MacBook
#+

100016 Where can | find the external ports in MacBook ... Hardware MacBo
1 1000138 hacBook Pro: How to remove or install the battery Hardware MacBo

Support Articles
Support Requests

4  Category: Software: 2 item(s
47 Team CRM Jen =

4 Type: 05 2 it
F Accounts LS item(s)
# 100017 How to install applications using the MacBook A, Software Qs

[25] Contacts + i :
100019 Useful keyboard and trackpad tips and shortcuts  Software i0s

As your support team all use Microsoft Outlook, every day, all the time, to attend to emails from end-users, Outlook needs to
do more than just acting as a simple email-client. Team Knowledgebase add-in extends your Outlook to provide better
interaction between you and your knowledge base, transforming it into an information-based, interaction-driven and easy to
use collaboration tool. With such functionalities in Outlook, your team can document best practices and solutions to common
problems and reply to time-consuming and repeated queries from your users in a click, thereby, reducing service response
time, enabling effective collaboration and overall productivity for your team.

Purpose of this add-in

You and your support team frequently find trying to solve the same issue over and over. Your end-users send you emails on
similar issues repeatedly. And if you are already aware of the solution, typically, you will try to compose the solution or if you
have vague recollection of it, you would try to navigate to your existing document libraries, past emails etc. Just consider how
much time and effort you had wasted in trying to find the right information at the moment of need, not to mention the
delayed response to the support request. You wish you could share your knowledge on a centralized information system with
other team members so that everyone has the same understanding and are communicating the same message when asked
about specific issues.

Many IT managers resort to using existing emails in Inboxes and other Exchange folders to document best practices and
solutions to common problems, in the form of KB articles, because of the easy accessibility and collaborative capability. So,
when a support request email is received in Outlook, support staffs would generally go to these folders and browse or search
through the tier of KB articles. If a relevant article is found, either the staff would rewrite the solution from scratch into the
email, or copy the contents from article item to the email reply, in a crude fashion. Moreover, the frequent switching back
and forth between the email and KB folders tends to loosen the focus of the support staff, leaving him/her frustrated.
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Evidently, organizations and teams that leverage Exchange folders as a knowledge base would need to reinvent the wheel and
implement an efficient way of importing folder-based article or document, to outgoing email reply.

Team Knowledgebase is designed to bridge this gap between your Outlook and Exchange folders where all your knowledge
base articles are stored, such that you can effortlessly locate a KB article relevant to an issue from within Outlook itself, and
insert it into an outgoing email reply in a single click. All these and more making sure, the outgoing email retains all the actual
files and the original formatting of the selected KB article. No more frequent switching between Outlook folders, no more
copy-paste job etc.
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3. How does it work?

Team Knowledgebase for Outlook is installed as a COM-add-in for Microsoft Outlook 2010/2013/2016 and uses Exchange resources
such as public folders or shared mailbox folders, for storing knowledge base articles thus serving as a centralized collaboration and
access point for all your team members. It makes working on knowledge base articles very easy by seamlessly integrating the
process of submission, accessibility and usage of KB articles - all inside your much-used Microsoft Outlook.

The following flowchart summarizes the overall functionalities and scope of Team Knowledgebase within your organization:
Flow Chart: Team Knowledgease for Qutlook

Exchange folders such as
Shared mailbox folders or
Public folders

Administrator chosen KB Exchange

Exchange / Folders that stores KB articles
— )
._ — g
il — g
e .
Outloak with IEluth:u:ulc with .
'Team KB Admin' 2dd-in Team KB User
Add-in

- Stores KB glebal configuration to dedicated DB =
- Choose KB Exchange folders "45&".{

- Define Problem Categories and Types
/ A5

Chosen KB article Tech Tech
inserted into the email @
reply to the sender (as L3 | End users send
PDF, XP5, DOC, M55 or emails seeking
as infine content) support
Sender Sender Sender

Team Knowledgebase for Outlook is a groupware solution consisting of two portions — Admin and User install.

e the Admin install is for managers and administrators, who would perform the global
configuration of the knowledge base, choose and setup Exchange folders that will
store the KB articles.

o the User install is for individual staff that will be making use of the KB articles stored in
one or more of the Administrator chosen Exchange folders, from Outlook.

NOTE: User install is a subset of Admin Install, and hence, if you have installed the
admin tool, you need not install the User tool.
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Step 1: Administrator configures KB database and choose Exchange KB folders

The first step is for the administrator is to install the Team KB Admin add-in and configure a new on-premise SQL Server or Cloud
Azure SQL or an Access database to be used as a KB Settings data source. This database should be configured such that it is
accessible to all users on the company's network.

%4 Administration Panel : Team KB Database Options

Options

Data Source Type | Microsoft SQL Server w

Server (BYTESTATION\SQLEXPRESS| | 2 Test

Choosing Exchange folders - Before you and other staffs can start searching and choosing KB articles and insert to outgoing email
replies in Outlook, the KB Administrator needs to choose the Exchange folders where KB articles will be collected and stored.

Chosen Folders

& Configure KB Folders et
Name Path

o Chooze New Folder
“info@AssistMy Team MET Reply Tips :
1

““Public Folders'All Public FoldersHarware Troubleshootings 3 Hemare Eolde

s Reply Tips

| @ Harware Troubleshootings
Lz KB “WWPublic Folders®All Public Folders‘\Personal Helpdesk KB
L@ Service Tips ““Public Folders*All Public Folders*Service Tips

L@ Support Aicles ““WPublic Folders'All Public Folders'Support Aricles

Lg= KB “WPublic Folders®All Public Folders' Team Helpdesk'\.KB

g AssistMyTeam Alert Templ... “\support@assistmyteam net'\AssistMyTeam Alert Templates H Save
Lg MPN “support @assistmyteam net MPM

g Taxes “support @assistmyteam.net Taxes .

Each KB article can also be tagged with a Category and Type. Typically, administrator will gather all the problem areas that the
support team will be attending to and feed them into the categories list. Further each category can have their own list of types. So,
what you have will be nested tiers of categories/types which are complete representation of your organization's support model and
act as somewhat of a guiding decision tree for publishing and searching KB articles.

Step 2: Team members install Team KB User tool

To be able to access and make use of the KB articles in their Outlook, every team member must install the Team Knowledgebase
User tool (TeamKBUserSetup.exe) in their system.

Once installed, the user will be prompted to specify the KB Settings Data Source, which is nothing but a database that your
administrator had created and configured under your company’s network with the Team KB Admin Add-in. The data source stores
the drop-down lists of categories, types, email templates, notification and other common settings. In short, these are global settings
that streamline the behavior on how all users raise, access and use KB articles in their Outlook.

Hame q

B =
] . -

If the ‘KB Settings Data Source’ panel does not show up, you can invoke from the
Outlook > Team KB toolbar > My Options menu...

My Mew Ermnpty Raise KB Mavigate te
Options... ~ KB~ In..= KB Folder~

% Configure KB Settings Data Sou%
E‘; My Preferences.., ]

j Reply Templates
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Step 3: Accessing KB articles from Outlook and inserting to email replies

Now, open Outlook and from the Team Knowledgebase toolbar, you will notice that the ‘New Empty KB’, 'Raise KB in' and ‘Navigate
to KB folder’ drop down menu shows all the administrator’s chosen KB folders where the KB articles are stored. You and other users
can then simply choose the destination KB folder to which a new KB will be generated from emails and more importantly, choose an
existing KB article from one of the relevant KB folder to reply to an email in Outlook.

A pop-up dialog box allows you to browse through the existing knowledge base articles and select the relevant article to be
embedded either as attachment or inline content into the email reply.

Home Send / Receive Falder View (' Tell me what you want to do
— A - - E (=7 G Ignore
18 & e B & @ DO 0 X
*1| Lol UE - rlean Up~
Teamn My Mew Empty Raise KB Mavigateto  Reply Help Mew  Mew Delet
Settings... - Options... = KB - In..~ KBFolder~ withakB -~ Email Htems~ | & Junk~
Team Knowledgebase (4.1.21.304) '; Mew Delete
- . + -
Email from a customer seeking a¥ . cearch Current M
support to a frequently asked issue o LN
* .
+* -
4 Date: Older ¥ ¥
. -
iPod Charging lssue * ‘;
Problem with my email client! "
L2 Choosea KB O >
KE Folder |10 KB Folders Chosen v| |4 Search
Filter |iF‘ud | [ ] Preview Article
Select an item to insert; - (Found : 3 - Highlighted in red)
lgg Winfo@AssistMyTeam.NET\Reply Tips [

Ellﬁ WPublic Folders\All Public Folders\Harware Troubleshootings (10)

=25 Hardware (8)
=] Iped (1) Matching KB item highlighted in red
¢ |3 [KB-100010]iPod Charging lssue

=] MacBook (7)
----- L.;'* [KB-100011] Useful keyboard and trackpad tips and shortcuts
----- l5# [KB-100012] Apple Portables: How to disconnect the MagSafe power adapter
----- l5# [KB-100013] MacBook Pro: How to install memory
----- l5# [KB-100014] How to use Remote Disc to share DVDs or CDs on a Mac
----- l5# [KB-100015] How to Use non-standard discs in optical drives
----- l5# [KB-100016] Where can | find the extemal ports in MacBook Air?
----- l5# [KB-100018] MacBook Pro: How to remove or install the battery
I':'I---.,;_.l'. Software (2)

=1 10S (2)
----- L.;'* [KB-100017] How to install applications using the MacBog
----- L.;'* [KB-100015] Useful keyboard and trackpad tips and sho
=1gg WPublic Folders\All Public Folders\Licensing KBs (
Eaan Software (1)
-] Office 2016 (1)

- 5 [KB-100020] How to create a table of contents by marking te

Choose an appropriate KB

and click ‘Insert’ to attach

or embed the KB content
to a new email reply

W
lnzert selected KB 3z . - . . | Insert
@ () Word DOC ﬁ () Single File MHT () Inline HTML
}L (@) Adobe PDF sl (O Microsoft XPS () MSG file Cancel
Aftachment Naming
A (_JKBID i) KB Subject (@) Both

Send reply directly 42 KBs found!
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4. Requirements

Team Knowledgebase for Outlook is available right inside your Outlook and can be easily deployed through an installer across the
entire organization.

Windows Version Windows Vista, 7, 8, 8.1, 10. Both 32-bit and 64-bit OS are supported.

Outlook Version Microsoft Outlook 2010, 2013, 2016, 2019 (both 32-bit and 64-bit are supported). Earlier
versions such as Outlook 2000, XP should work, but they are not actively supported. The
application operates directly inside the Microsoft Outlook. Outlook Express is not
supported.

Database Microsoft Access or SQL Server (any versions, needs to be on the network). SQL Express is
also supported. Microsoft Azure SQL and any other cloud-based SQL Server database
service such as Amazon RDS is also supported.

Others Microsoft .NET Framework 4.6

‘wnssismyl eam
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5. Centralized Administrative Settings

The Team Knowledgebase Admin add-in tool provides a dedicated menu in the toolbar that allows administrator to customize the
contents of all problem categories/types drop-down boxes, Choose and configure KB Exchange folders where articles are stored,
templates for KB notification, custom fields etc. These KB settings data and managerial configurations are stored on a network
database, accessible to all users of the organization.

The Team KB menu serves as the gateway for launching most of the functionalities and tools available. In Outlook 2016, you
would find the Team KB Admin menu under in a dedicated button menu ‘Team Settings’ under the toolbar as shown below.

@A E D&

Team My Mew Empty Raise KB

Settings... = Options... - KB - In.. -
Global Settings Repository ...

% Configure KB Settings Data Source...
Linked KB Folders...

= Configure KB Folders

Customize Fields and Drop-downs...
= Problems List

& Custom Fields

Customize Settings...

@ Termnplates Manager

E Advanced Options

oy, .
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5.1 Configure KB Settings Data Source

The next step is to choose a database option and configure it to store the KB metadata such as Problem Categories/Types lists,
notification options, email templates etc. as well as other global settings that streamline the behavior on how all members use and
generate new KB articles in Outlook.

Start Outlook and you would be automatically prompted with the ‘KB Settings Data Source...” panel. If it is not visible, you can invoke
it from Outlook > Team KB toolbar > Team Settings menu > Configure KB Settings Data Source...

= T -+
Tal (8 B =
Qe o3
Teamn My Mew Empty Raise KB
Settings... = Options... = KB~ In... =
Global Settings Repository ..
f% Configure KB Settings Data Source..,

Linked KB Folders...

lgg Configure KB Folders *
1

Customize Fields and Drop-downs...

= Preblems List

=| Customn Fields
Customize Settings...
] Templates Manager
& Advanced Options

You can choose a KB database between a Microsoft Access (MDB file) to a Microsoft SQL Server (or cloud SQL service too), or Azure
SQL Database (cloud dB).

i) Using Microsoft Access - If you choose ‘Microsoft Access’, the database file (e.g., TeamKBSettings.MDB) will need to be placed on
a shared network folder such that all users (that have the Team KB add-in in their Outlook) have access to the network folder. When
you specify the location where the MDB file is to be created, make sure you choose a UNC path (e.g. \\AMTServer\Database) instead
of a mapped one because, a mapped drive might only be accessible to you. One important consideration with having a network
Access database is the write permission on the folder and the MDB file itself. Make sure, the shared folder or the MDB file is not
configured ‘read-only’ for all members on the network, otherwise, they won’t be able to generate new KB articles from their
respective Outlook.

% Administration Panel : Team KB Database Options

B | &
Save Exit

Database Options

Data Source Type | Microsoft Access ~

Select the Access DB Path [\\AMTServer\Database)| | [

One important consideration with having a network Access database is the write permission on the folder and the MDB file itself.
Make sure, the shared folder or the MDB file is not configured ‘read-only’ for all users on the network, otherwise, they won'’t be able
to generate new KB articles to any of the chosen KB folders from their respective Outlook.
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ii) Using Microsoft SQL Server - It is recommended to use a dedicated SQL Server database option, if you have a high number
of users (> 25) who will generate KB articles from their Outlook, as it gives a better performance and is easily scalable.

m

¥ Administration Panel : Team KB Database Qptions

=

Save Exit

Database Options

Data Source Type | Microsoft SQL Server w
Server [BYTESTATION\SQLEXPRESS | g Test
Database || | |5 Choose... {Optional)
UserMame

Password

Use Integrated Security

For SQL server, the server name is mandatory. The Database name is optional. If it is left empty, a new database with the
name ‘TeamKBSettingsDB’ would be created. If your SQL server is configured to use windows authentication (NTLM), then
you can check the ‘Use Integrity Security’ option to let Windows manager the credentials to access the resources on the SQL
server.

Permission for users on the SQL database - Each member should have both db_datareader and db_datawriter permission on
the Team KB SQL database.

Database role membership for: TeamKBSettingsDB

Connechion
[ ] db_accessadmin
Server: [ ] db_backupoperatar
BYTESTATION\SGLEXPRESS e——
Connection: [ db_datawriter
BYTESTATION user L] db:ddladmin

db_d at d
_.!j! View connection properties E db_dmat:f:terer

[] db_cwner
Progress [] db_securityadmin
public
Readwv

Using Cloud based SQL Server database

You can also use cloud-based SQL server service instead of on-premise such as Amazon RDS cloud service (They offer both
free and paid accounts. For more, refer to https://aws.amazon.com/rds/). For instance, below is our test MS SQL account with
Amazon RDS. Once you have signed up and created a MS SQL database, input the endpoint URL as server in our app. Make
sure, you suffix the port number after the endpoint as “,1433” so that the full URL in the server name would be
FHOXXXXXXXXXXXXXXXXXXXXXX.rds.amazon.com,1433’,

Database Type Microsoft SQL Server w

Server | ctiyvwdkp9sa.us-west-2.rds.amazonaws.com, 1431|

Database J (Optional)
Username i o ]
Password | || Test (g

[_] Use Integrated Security

N
—
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And here is screenshot of the RDS server to use from the RDS member panel.

Launch DB Instance Show Monitoring v

Instance Actions v

Filter: AllInstances v Q p 3
- Engine ~ DB Instance ~ Status ~ CPU
@ v SQL ServerExpress  amtdbinstances available
—— Server
Endpoint: .ctiywickp9sa.us-west-2.rds.amazonaws.com:1433 ( authonzed ) €)
o Confjgymtion Details Security and Network
Engine SQL Server Express Avallability Zone
I[g 12.00.4422.0v1 VPC
& License Model License Included Subnet Group
UTC+5:30
DB Name
Username ¢ SN Security Groups

Option Group

Parameter Group
Copy Tags To Snapshots

default sqlserver-ex-12-00 ( in-

sync ) Publicly Accessible

default sqiserver-ex-12.0 ( in-sync ) Endpoint
No

Port

Certificate Authority

ebase

for Outlook

Current Activity
I 1.19% 1 Connectii
us-west-2a

vpc-458b0e21
default ( Complete )

subnet-21b53445
subnet-f6865d80
subnet-72ea032a

rds-launch-wizard (sg-ff778099)
( active )

Yes
cTiyvwckposa.us-west-

2.rds.amazonaws.com
1433
rds-ca-2015 (Mar 5, 2020)

iii) Using Microsoft Azure SQL — Azure SQL Database is a cloud-based relational database service from Microsoft, which is
based on SQL Server database. This option is ideal for team that have users scattered or working remotely in different

locations but have access to the web.

2

Save Exit

' Database Options

Database Type \ Microsoft Azure

|
e

Server |assisimyteam

| Test (g |

.database.windows.net ‘

Database |

Username |ﬁ'ans

|

Password I

l

7.,;'-,Choose... ‘ (Optional)

NOTE: If no database name is mentioned, the manager add-in will create a new database in your Azure SQL server, by the
name of 'TeamKBSettingsDB’.

Once you click ‘Save’, the manager tool will automatically create the chosen database (if it does not exist already). And then
any KB settings, templates and drop-down lists you defined using Team KB Admin add-in from Outlook would be saved in this
repository, accessible to all users.

% Administration Panel : Tearn KB Database Options

2

It

iﬂl Options
Save

Data Source Type |Micrusoﬁ SQL Server

o
—
Q
&
[a

Server |EIYTESTA‘I'IDN‘I,SQLEXPRESS| | |

;_-'ji. Test
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5.2 Choose and configure KB Folders

Before you and other users can start generating KB articles or using m

them in Outlook, the manager needs to choose the destination KB n [T *’;?j $i

Folders that store the KB articles and link them up with Team KB o CEe3 ) |

Admin Add-in. Team My Mew Empty Raise KB
Settings... = Options... = KB - In... =

Once linked, you and other users would be able to use KB articles from Global Settings Repository .

these folders in Outlook to reply to emails, as well as generate new KB &1 Configure KB Settings Data Source...

articles in one of these linked KB folders using information and Linked KB Folders...

content from emails in Outlook. s Configure KB Folders *

Customize Fields and Drop-downs..
= Problems List
& Custom Fields

To choose and configure a new KB folder, go to Team Settings menu >
‘Chosen KB Folders’.

Here is a listing of all KB folders containing KB articles that are linked and chosen by the administrator using the Admin Add-in
tool. All your users should have access to these chosen KB folders from their Outlook (i.e., individual user would be able to
generate a KB from an email to one of these folders as well as use it to reply to emails in Outlook).

|z Configure KB Folders >
Chosen Folders
Name Path Cg Choose MNew Folder
Lz Reply Tips “hnfo@Assist My Team MET Reply Tips "
| g2 Harware Troubleshootings  “\Public Folders®All Public FoldersHarware Troubleshootings d Remaove Folder '
I KB “WPublic Folders' Al Public Folders'Persanal Helpdesk KB
Lg= Service Tips “\Public Folders*All Public Falders®Service Tips
Lg= Support Articles “WPublic Folders"All Public Folders*\Support Aricles
Lg= KB “WPublic Folders'All Public FolderstTeam Helpdesk* KB
g MssistMyTeam Alert Templ... “\support@assistmyteam net \AssistMy Team Alert Templates H Save
|y MPN “\support @assistmyteam net " MPMN
Ly Taxes “\support@assistmyteam net' Taxes =
it
To choose and configure a new KB folder, click Please select folder %
‘New Folder...” button.
Folders:
You will then be prompted to choose an existing v (= Public Folders ~ oK
folder or create a new one. Y I? gp:ﬂié Folders
» [ Archive Cases
For others to have access to these KB folders, [ AUTOTPS
make sure you choose or create new folders that (3 EPO eshoot
are accessible by all your staff members from - awre mu ==hoofings *
Cd .
their Outlook. i.e., the KB folder should either » [3 Personal Helpdesk ~ ® .y or, click to
from a shared Exchange mailbox or an Exchange [3 Service Tu:ls. Choose an create 3
Public Folder. [ Support Articles existing new folder
[ support Requests folder
» [ Team CRM
You can re-use existing KB Folders or create new » [ Team Helpdesk
ones for this purpose. » [ Team Helpdesk 5P
[ THO_Emails
L3 TPs
s CRTT
<
— B E AMO w
A — . .
&
[a W

oy, .
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For instance, you can create a new folder (e.g., Licensing KBs):

Create Mew Folder >

MName:

Licensing KE|5|

Folder contains:

Mail and Post Items e

Select where to place the folder:

vl | Al Public Folders ~
» L3 AMO
» [ Archive Cases
£ AUTOTPS
3 EPO
[CJ Harware Troubleshootings
» [ Personal Helpdesk
L3 Service Tips
[ Support Artides
[CJ Support Reguests
> [ Team CRM o

|DK||Eancel

If you have added multiple KB folders in Team KB Admin add-in, you will notice that the 'Raise KB in' drop down menu shows
all of them. You and other users can then simply choose the destination KB folder to which a new KB will be raised from the
selected email in Outlook.

Folder View ' Tell me what you want to do

== E o =E =71 (G Ignore
T L aKe L @ s o
o] LEe s ac | x Clean U
Team My Mew Empty Raise KB Mavigateto  Reply Help Mew  Mew
Settings... ~ Options... ~ KB~ In...= KB Folder~ with a KB - Email ltems~ & Junk~
Team Knowlede [ Reply Tips (\Info@AssistMyTeam.NET)
> Al Unread [g@ Harware Troubleshootings (\\Public Folders\All Public Folders)
1% B )W | SUBJECT g Licensing KBs (\\Public Folders\All Public Folders)

Howto Build a G [og KB (\\Public Folders\All Public Folders\Personal Helpdesk)
Order: AS515022 Service Tips (\\Public Folders\All Public Folders)
German-indian si ) ) .
RE: ASS180223.5( Support Articles (\Public Folders\All Public Folders)
Weekly digest: O [gg KB (\\Public Folders\All Public Folders\ Team Helpdesk)

4  Date: Sunday [gg AssistMyTeam Alert Templates (\\support@assistmyteam.net)
Message Center | [ MPN (\\support@assistmyteam.net)

4 Date: Last Week (g Taxes (\\support@assistmyteam.net)

Through the Team KB Admin console, you can choose any number of KB folders so that, your users can have a choice to
choose a particular KB folder of interest to which new KB from their emails can be raised from their Outlook, or more
importantly, choose an existing KB article from one of the relevant KB folder to reply to an email in Outlook.
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5.3 Problems List

The Problems list panel allows the administrator to add categories and sub-categories (e.g., types) that are representative of
all possible incidents reported by your end users.

[~ Problems List — O >
v o e+l
Apply Save | Exit | Reset Columns Size
Problem Categories o Problem Types e
Category y Problem Types Problem Categories y
i ICa rs 1 |Audi Cars w
2 |Countries 2 |BMW Cars e
3 |Hardware 3 |CPU Hardware I
4 |Services 4 |Intel Hardware e
5 |Software 5 |Keyboard Hardware I
7 § |Mac Software e
7 7 | Mercedes Cars I
8 g |Mouse Hardware e
g g |Office 2016 Software I
10 10 |Outlook Software e
11 11 | SharePoint Software I
127 17 |UAE Countries e
i3 13 |UK Countries e
14 14 |USA Countries e

Gather all the problem areas that your support team will be attending to and feed them into the 'Category' field.

Problem types list - The problem types are sub-category items that falls within the domain of a problem area/category.
Hence, each problem category has a specific list of problem types that you can choose from when submitting a new KB
article.

NOTE: If a particular problem type is applicable to all problem categories, leave the ‘Problem category’ column as empty.
That is, if you have a common problem type for all Problem categories, you don’t need to add the same problem type for
each category. Just leave the Problem Category column empty for that problem type.

In the knowledge base form, when you select a problem category from the drop-down field, it will load this tier of problem
type lists in the type drop-down box, corresponding to the selected category. These nested tiers of categories/types are
complete customizable to your organization's support model and act as somewhat of a guiding decision tree for users
(internal staffs as well as web users) in finding the right KB article.

KE Folder |‘ﬁF‘uinc Folders"All Public FoldersHarware Troubleshootings | From ASSiSt Posted On
KB ﬂ.l’tiflE #100010 EI H Posted To Harware Troubleshootings
Conversation  iPod Charging lssue
D . ; ;
L =4 Edit Solution Subject iPod Charging lssue
Created |3/4/2018 1:31:03 FM
Modified |3/4/2018 8:01:35 PM Gk Terms of Support.pdf
New 1D FOF | 142 KB
Author | Bahrur Rahman
Last Modified By |Bahrur Rahman
_ =l Update KB
Category |Hardware v Ii‘ﬂake sure the Hold switch is off
Type |Ipud v| Delete KB
[] Not Ready For Use Exit 1. Check to see if the Hold switt

lnrotad nn tha tan ar tho hnt

O
—
Q
&
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5.4 Custom Fields

You can use Custom fields and Custom list as KB metadata to help describe the KB article more meaningfully. Custom fields
can be of 6 different data types as displayed in the image above: Currency, Date/Time, Numeric, Text, Yes/No, Note.

e Custom Fields O >
Custom Fields  Custom Lists
CustomFields
Custom Field 0 Data Type 0 y.

1 |Client Text iy

7 |ContactSource Text T

3 |Internalld "

4 Currency

Dateé!lme
3
g Text
Yes Mo
7 Mote
3 il
Save Lﬁ Cancel
You can add any number of Custom fields as ,
. y nen . KB Article #100010 =] =]
required and they will all appear in the KB
form in Outlook. 0
10000 =4 Edit Solution
Created |3/4/2018 1:31:03 PM
Modified |3/4/2018 8:01:35 FM
MNew 1D
Author | Bahrur Rahman
Last Medified By |Bahrur Rahman
" Update KB
Category |Hardware ~
Type |Ipud v| | Delete KB
[] Mot Ready For Use | Exit
Client Microsoft
ContactSource ILenin MNevosky| |
Internalld 453.00

States HP

Custom List - The titles of these custom list can be edited to get the proper meaningful label that signifies the information the field
store. For example, the first drop down field can be titled as ‘States’ and the administrator can fill up the names of all the States.

E| Customn Fields 0 w
Custom Fields Custom Lists
Select a Custom List | NewLlist.. | | Renamelist | Delete Custom List |
Siaes States {} :
1 |4P
2 |HP
3 |UP
™~ 4 |[M5
— = o7
)
%J b
[a
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5.5 Templates Manager

With the Templates Manager, administrator can customize the email template that will be used in notifying support staffs and
stakeholders when a new KB article is published.

i Templates Manager O
2
Save | Euit

Select a template to customize Reset to Original

| |Motify all technidians on new KB publication SLEI L lEZEiiiEl Eliiie

0 |Nuﬁﬁmﬁun: Mew KB Published {KE_ID} | Available Variables (Press 'Ctrl + C'to co
EH %@ 90 =E=E=E- _ Placeholder Variables
KB_ID
B I U |Font Arial - Size 1(8 e SBIECT
. . KB_BODY 1
New KB article published! KB_PROBLEM_CATEGORY y
KB_ID KB_PROBLEM_TYPE "
KE_CREATED "
Dear Support Staffs, KE_MODIFIED I
This is to inform you that a new KB aricle KB AUTHOR e -
KB _SUBJECT is published by - .
KB_AUTHOR' on KB_CREATED. KB_URL

KB_NOT_READY_FOR_USE

Category: KB_PROBLEM_CATEGORY
Type: KB_PROBLEM_TYPE
KB_URL

Support Team

©

This is the template name. And the corresponding body is customizable in the WYSIWYG editor.

Subject of the active template. This can be customized and can take placeholder variables.

A WYSIWYG HTML editor with which you can customize the contents, apply HTML formatting as well as insert the
placeholder variables. The look and feel as well as the buttons and functionalities are similar to Microsoft FrontPage
authoring tool

A list of all placeholder variables available for inserting into a particular template. In runtime (that is, when the
actual email is generated from the template), the enclosed variables will be substituted by their corresponding
values. The followings list all the supported variables:

© ece

Variable Purpose

KB_ID Unique ID that is automatically generated when a KB article is
generated.

KB_SUBJECT The short description of the Article (Subject)

KB_ BODY The actual description/solution of the KB article (body field)

KB_PROBLEM_CATEGORY Problem Category that is tagged to the KB article

KB_PROBLEM_TYPE Problem Type that is tagged to the KB article

KB_CREATED Creation time of the KB Article

KB_AUTHOR The user who created this KB article

KB_NOT_READY_FOR_USE The state of the KB article — Draft state or Published state.

}‘;:’\shihl MyTeam
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5.6 Advanced Options

With the advanced options, administrators can control and streamline how all users with Team KB Add-in interact and use KB
articles from the chosen KB folders in their Outlook.

% Team Settings... >
L KBs ArtideID (% Logo 4 Notifications | Upgrade

Allow pre-fill information when generating new KB from an email o
Wwhen generating KBs from multiple emails, allow prefilling on KB form on upto

1

[ ] Don't allow users to generate new KBs 9
[] Dontallow users to edit existing KBs e

~ | KBs NOTE: KBs that fall sbove the spedfied imit will be raised directly

L.E Save " cancel

>

Enable this option to pre-fill information on multiple new KB articles that are generated from emails. Here you can set the
number of KB articles that will be displayed in its respective KB form in Outlook before they are generated in the chosen KB
folder. For instance, if you set value 3, when you choose 3 emails to generate KB articles, all 3 will be displayed in their
respective KB form in Outlook so that you can pre-fill further information to the KB articles before they are generated in
chosen folder. However, if you choose 5 emails, it will allow you to pre-fill on the first 3 emails (i.e., 3 KB forms will show up
in Outlook), and the rest (2 KB articles) will be directly/instantly generated in the chosen folder.

Don’t allow users to generate new KBs — Enabling this option will disable the ability for the users to generate new KB
articles from emails from their Outlook with their Team KB user add-in. That is, the ‘New Empty KB’ and ‘Raise KB In’
buttons will not be available to the non-admin users in the KB toolbar in their Outlook.

Don’t allow users to edit existing KBs — Enabling this option will disable the ability for the users to make changes to any of
the existing KB articles in the chosen KB folders in Outlook. Only users with Team KB Admin Add-in will be able to make
changes and save existing articles.
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§4 Team Settings... x

7 KBs ArtideID [ Logo 4 Notifications [ Upgrade

Change the KB Artide ID Counter

Current Counter |1IIJUUUEI | 0

Change Counter | |

55) Reset

Warning! This action can't be undone once performed!

Place KB Article ID in KB Subject e
Placement of ID in Subject

(@) Beginning

i) End

Save [ cancel

e Change the KB Article ID counter - Enables the administrator to alter the current KB Id numbering count to your specified
number. Comes handy if you want the KB article numbering to start from a particular number. E.g. 10000 instead of 1
(default).

e Place KB Article ID in KB Subject — Enable this option if the Article ID (enclosed in square brackets) is to be placed at the
beginning or end of the subject line of the article item. By default, the ID is placed the beginning of the subject.
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% Team Settings... x
7 KBs ArtideD 1% Logo 4 Notifications | Upgrade

Substitute the logo with your own @
Specify an image file from your netwaork share or from the web
|‘n\5erver\images\.lngu-pngl = Apply

Eg. WServerimage\logo.gif, or http:/fwww.mycompany . com/images/logo.gif

Current Image 144 x 32

@ Substitute the logo with your own
To use your own company logo or brand in the KB form, you can specify an image file (JPG, GIF, PNG) located on a network
shared folder. Or, alternatively, you can use an image file located on the web.

And when you open and view any KB article in Outlook, your company logo you specified above will show in the KB form.

File Discussion Insert Options Format Text Review

x ‘k(_ Q g IE:@ qf = Rules » =% Mark Unread I&) L Find q

==| Categorize ~ GR D Related ~

Delete Post Reply Forward More Quick Move 514 4 ome - Translate Zoom
Reply - Steps ~ = Actions [* Follow Up - > [+ Select~
Delete Respond Quick Steps Move Tags Editing Zoom
KB Folder |"-."-.Ir1fu EAssistMyTeam NET \Reply Tips From Pasted On
KB Article #1002 EI s PostedTo KB

Conversation iPod won't turn

ID | 1002 B2 Edit Solution Subject [KB-1002] iPod w
Created |1/1/2016 11:24:49 PM
Madified 05: .
hed | 3/5/2018 10:05:28 PM New D ,My iPod won't start |
Lwthor .
_ prolong operation. P
st Hoded By 4 Update KB help?
(] elp:
Category |Cars w P
Type |‘u'""":|i v| Delete KB Resolution:
[] Mot Ready For Use Exit
Make sure the Hold swi
1. Check to see if the
is on. It's located

NOTE: Make sure you use an image path that is accessible to all users from their systems. This means, you can either make
sure of an image file that is located on a shared network folder (e.g., \\Server\files\logo.gif) or an image from the web (e.g.,
www.company.com/logo.gif)

;‘;:’\shihl MyTeam
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> KBs ArtideID (5 Logo % Notfications [& Upgrade

[«] Matify the following stakeholders when anew KB is published 0 E£g., abc@domain.com; xyz@domain.com

usr 1@domain. com;usr 2@domain, com;usr 3@domain. com;usr4@domain. com;usr 5@domain. com;usr&@domain, com;usr 7@
domain. comjusrd @domain. com;usra@domain, com;usr 10[@domain. com

Save [ cancel

Notify the following stakeholders when a new KB is published — Enable this option to inform certain stakeholders (specified
in the box) whenever a new KB article is published/generated in any of the administrator chosen KB folders.

NOTE: Make sure the stakeholders specified in the box are valid email addresses, each separated by a semi-colon (;)

Pagez 2

Q‘;‘\sﬁismyl eam



|

\/

IR
S
Z
——7

™
oN
&
&

reply

a’

to repeated gueries in Outlook

=
.' s ¥ Ari+- -1
ivlt). KB Arcticles

Team Knowledgebase

for Outlook

% Team Settings... x
L KBs ArtideID (& Logo 4 Notifications @ upgrade

Choose an upgrade option for this tool on workstations

(®) Mone

() Auto-check new version from www.assistmyteam.com and offer to installif a new versionis available 6

(") Controlled Upgrade- from an admin specified network folder share @

Specify the UNC network path where the VersionInfo.bd file is located

MWOTE: This network path should be accessible by all members atherwise automatic upgrade may fail.

Display a messageto the member on new version availability '@

Auto-check of new version from www.assistmyteam.com and offer to install if a new version is available

Check this option to enable automatic check of new version of the Team KB add-in from the product website at
www.assistmyteam.com during Outlook startup. If a new version is available, you will be prompted if you want to
open the download page.

Controlled Upgrade — from an admin specified network folder

Check this option to enable automatic upgrade of Team KB add-in from a network path, which is specified by the
administrator. In the text box, specify the network shared folder where the Agent setup files
(TeamKBUserSetup_xXX.exe and Versioninfo.txt) are placed. When new versions are available, all you need to do is
download the latest version from the Team KB download page
(www.assistmyteam.net/TeamKnowledgebase/Download.asp), and then place the TeamKBUserSetup_xXX.exe and
Versioninfo.txt into this network folder.

Display a message to the member on new version availability - This would display a message about new version
availability if one is found.

}‘;:’\Hhihl MyTeam
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6. User Preferences and Options

Each user who had installed the Team KB User add-in can customize how they utilize KB articles from their Outlook. User
specific preferences are available under ‘My Options’ button menu from the Team KB toolbar in Outlook.

& & ow B

My Mew Empty Raise KB Mavigate tc

Options... - KB - In..= KB Folder -
% Configure KB Settings Data Sour

“z+ My Preferences... *
m Reply Templates

& Sync Settings...

6.1 Configure KB Settings Data Source

The Settings data source is nothing but a database that your administrator had created and configured under your company’s
network with the Team KB Admin tool (either could be a Microsoft Access MDB file with the name ‘TeamKBSettings.mdb’ stored on
a network folder or a Microsoft SQL Server database with the name ‘TeamKBSettingsDB’ located in your office network). The data
source stores drop-down lists such as categories and types, email templates, notification and other configurations. In short, these
are global settings that streamline the behavior on how all users raise, access and use KB articles in their Outlook.

i) Access database - If your administrator had chosen a Microsoft Access database, it would be on a shared network path (e.g.
\\AMTServer\Database\). All you need to do is enter that URL path in the Access path box as shown below:

% Administration Panel : Team KB Database Options

|

Save Eart

Database Options

Data Source Type | Microsoft Access w

Select the Access DE Path |‘|,‘|,J5.r"ﬂ'Seruer‘|DaEbase‘|] | ,._-.,l

ii) SQL Server database - Another database option is the SQL server. You need to enter the server name where the database for

Team KB resides. The Database name is optional only if your administrator had left it blank when configuring it the first time. If it is
left empty, it would assume the default database name is “TeamKBSettingsDB” .

" Administration Panel : Team KB Database Options

g

Save Eaart

Database Options

Data Source Type | Microsoft SQL Server v
Server |EYTESTATIOM\SQLEXPRESS '3 Test
Database || TeamkBSettingsDE | |5 Choose... I {Optional)

Use Integrated Security

q—
N
&
&
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If your SQL server is configured to use windows authentication (NTLM), then you can check the “Use Integrity Security” option to let
Windows manage the credentials to access the resources on the SQL server, otherwise, you need to supply valid credential
(username and password).

iii) Using Microsoft Azure SQL — Azure SQL Database is a cloud-based relational database service from Microsoft, which is based on
SQL Server database. This option is ideal for team that have users scattered or working remotely in different locations but have

access to the web.

|

Save Exit

' Database Options

Database Type |I'~‘icm5uFtAzuE V|

Server |assistmyteam .database.windows.net
Datal:-ase| | i Choose... {optional)

Username |Franms |

Password | |

NOTE: If the database name is left empty, it would assume the default database name is “TeamKBSettingsDB”.

%’;‘lssisl“yl eam
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6.2 My Preferences

Team Knowledgebase Add-in also provides per user preferences for accessing and using KB articles in their Outlook.

4 My Preferences... x

[ ] Hide pop-up confirmation message 0
Ilse Reply Template when using KB to reply to an email 9

[+] Show KB Context menu on top e

when replying a KB to an email, use "Reply All° e

Default Problem Category of newly generated KB @ Hardware b
Default Problem Type of newly generated KB @ CPU e
Ribbon placement for Team KB toolbars in Outlook: 6

In Explorer Window
(®) First Placement () Last Placement

[ ] Use a dedicated tab on Explorer window

In Inspector Window
(®) First Placement () Last Placement

[ ] Use a dedicated tab on Inspector window

Flease note that changes in these mbbon settings would be aoolied only after Cutliook restart

Save " Cancel

Hide pop-up confirmation message — Enable this option to hide the confirmation message that is displayed in a pop-up
dialog whenever a new KB article is generated or edited or an email send.

Use reply Template when using KB to reply to an email — Enable this option to set the add-in to use a customizable
email template when a KB article is chosen for replying to an email. These templates can be accessed and customized
from Outlook > Team KB toolbar > My Options > Reply Templates.

— —'—'—-_----h--h‘.
- L

To... |JuhNash@ssish‘~l‘l}¢Team.Luml !,.."'". PDF version of the ™.
=" | | { selected KB inserted as —
= Sl .. attachment to the email PLAN
n -
F Reply \RE: Attachment Manager e - —
‘., template 4o

K ~—— ‘__....-" -E KB 21 - The mafsafe adapter won't pull off easily from my notebook!.pdf (102 KB
—

H&t
Dear JuhnINash‘

Thank you for contacting us. Attached is a POF file containing a KB article (#21 - The magsafe
adapter won't pull off easily from my notebook!) with a possible resolution to the issue you were
experiencing.

Best Regards,
Support Team

NOTE: If this is disabled, the add-in will only insert the chosen KB article as inline content or attachments and you will
have to write your own reply.

e Show KB Context menu on top — Enable this option to set your preference for the placement of the KB context menu in
topmost or bottom position.

Pagez 6
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For instance, when this option is enabled, the KB menu items appear at higher position in the context menu (right-click

\/

——

N~
N
&
&

menu)
Ui | )@ | FROM | SUBJECT
blurpmine
Found Cara - . .
g I:: drl =) RasekBlIn.. P [ Reply Tips (\Info@AssistMyTeam.NET)
inkedin|f — i
Linkadin il Reply with KB lﬁ!, Harware Troubleshootings (\\WPublic Folders\All Public Folders)
Team Yo E Copy (g Licensing KBs (\\Public Folders\All Public Folders)
4 Date: Two Weelks @ Quick Print (@@ KB (\\Public Folders\All Public Folders\Personal Helpdesk)
E?j} ITD_Supg E{‘- Reply Lti:i!l Service Tips (WPublic Folders\All Public Folders)
T Y
l:_ea:1d|0 r@ Reply All Lﬁ!l Support Articles (O Public Folders\All Public Folders)
inkedin =
. Forward KB ("\Public FolderstAll Public Folders\Team Helpdesk)
Microsof =5 W P
Christina = Mark as Read (g AssistMyTeam Alert Templates (\\support@assistmyteam.net)
Founder I Categorize P (g MPN (\support@assistmyteam.net)
Team Yo
> Follow Up » | gy Taxes (\support@assistmyteam.net)

Team Yo

If the option is unchecked, the KB menu items appear at the lowest position in the context menu.

Ui | O|@ |FROM

4  Date: Yesterday
_ Linkedin
................................... T .;I B8 Copy

Te @9  Quick Print

< EReply

T® &2 Reply Al
M E‘, Forward
Fo % Ignore
0 39 Junk 3
Tel < Delete

4 Date:Two [=] Archive..

£ & Raise KB In.. b

T““"l > Reply with KB
Lir

When replying to an email, use ‘Reply All’ — Enable this option to configure the add-in to send the reply with the
inserted KB article to all recipients of the original email (similar to the ‘Reply All’ button in Outlook toolbar)

Default category for newly generated KB article — Choose a category from the drop-down list that you would want to set
as the default category to any newly generated KB article in Outlook.

Default Type for newly generated KB article — Choose a type from the drop-down list that you would want to set as the
default type to any newly generated KB article in Outlook.

Placement of toolbars in Outlook- With these options, you can control the placement of the KB toolbars in Outlook
explorer and inspector windows. You can also choose to place the KB toolbar to a dedicated tab.

®© e e 0
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6.3 Reply Templates

When you choose a KB article to insert into an email reply, usually, you would need to compose the initial portion of the reply,
informing about this KB article and how it can help resolve the issue the sender was facing.

4 Reply Templates O
| &l .
Save | Exit Reset to Original
Select a template to customize 13 lg % By Lﬁ N EEE i T iE iF | — @ % =
Reply Email with a KB as file attachment
B I U Font Arnal - Size 1(8&pt) - & I cac
with & KB as inline
- Dear KB_SENDER_NAME, @
Flaceholder Variables P
KB_ID 'I il Thank you for contacting us. Attached is a FDF file containing a KB article
R SETDER. NAME o [#KB__]IJ - KB_SUBJECT) with a possible resolution to the issue you were
9_ experiencing.
KB_SEMDER_EMATL P g
KB_SUBJECT ' Best Regards,
KB_EMAIL_SUBJECT 1 Support Team
KE_BODY 1
KEB_PROBLEM_CATEGORY 13
KE_PROBLEM_TYPE 1
KB_MOW 1

o There are two templates provided that can be used when replying an email with a chosen KB article. With a template, you
need not compose anything, even a single word, to make a personalized reply to the sender with a chosen KB article.

2 reply Templates:

a) Reply Email with a KB as file attachment - This template is used when you choose a KB article to be inserted as PDF or
MSG, XPS or DOC file.

b) Reply Email with a KB as inline - This template is used when you choose a KB article to be inserted as inline content
directly into the body of the email reply.

List of all placeholder variables on the chosen KB article that you can embed into the template. The add-in will substitute
the embedded placeholder variables with the actual data on the KB before sending the email.

When you make the reply, the reply template is inserted into the outgoing email, substituting all the placeholder
variables that you have inserted into the templates such as KB_SENDER_NAME, KB_ID etc.

e ————————
- L Y

Ta... |JnhNash@.ﬁ.ssisﬁ'ﬂ}_'Team.Ln::n:al },""' PDF version of the ""\‘
=1 [ | i selected KB inserted as —
g ey .. attachment to the email ,»
Fi Repht . s -
i ‘\F‘.E. Attachment Manager - e
‘., template SL==== —
= T ‘__....#" -E KE 21 - The mafsafe adapter won't pull off easily from my notebook! pdf (102 KB
%

Dear JUhnINEIEh‘

Thank you for contacting us. Attached is a PDF file containing a KB article (#21 - The magsafe
adapter won't pull off easily from my notebook!) with a possible resolution to the issue you were
experiencing.

Best Regards,
Support Team

>
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7. Generating new Empty KB Article

To generate a new empty KB article, click the ‘New Empty KB’ menu in the KB toolbar in Outlook and choose the particular KB folder
where this new KB will be stored.

Send f Receive Folder View Q' Tell me what you want to do
— e L+ o - = Nt
T & e e B S 0 2%,
Teamn My Mew Empty Raise KB Mavigateto  Reply Help Mew  Mew
Settings...*[]ption's.ﬁ;’ KE - In..= KB Folder = with a KB 2 Emnail Items~ '
-!.'l"' Te [ Reply Tips (\\Info@AssistMyTeam.NET)
» All Unread lﬁ!l Harware Troubleshootings (\WPublic Folders\All Public Folders)

W @ Licensing KBs (\\Public Folders\All Public Folders)
4 Date: Older lﬁd KB (\\WPublic Folders\All Public Folders\Personal Helpdesk)
iPht l@d Service Tips (WPublic Folders\All Public Folders)
Prot . Support Articles (\\Public Folders\All Public Folders)
KB (\WPublic Folders\All Public Folders\ Team Helpdesk) ]
AssistMyTeam Alert Templates (Visupport@assistmyteam.net) 1
MPM (\\support@assistryteam.net)

i 8 @ 8

Taxes (Vsupport@assistmytearn.net)

A new Outlook item (with the message class ‘IPM.Post.TKB.Article’) will be generated in the folder, contents of which will be
displayed in a special KB form. Enter the subject of the KB article (that best describe the problem or solution in a single line). And
compose your KB solution in the body field of the item (such as you would compose any normal email in your Outlook).

How to create a table of contents by marking text in Word - Discussion

Insert Options Farmat Text Review

alls E‘:‘ L ~ — - — 3 — I
D . - SegoelUl ~|135 = A A = -:i= -~ fo mj U ==| |
X3 Cop ]
Paste - B I u a¥. A- === =3= Attach Attach Sig Enter the I_\B [
- ¥ Farmat Painter = B~ | — — | Bler lem- article subject -
Clipboard ] Easic Text ] Include
KE Folder |\\Info@AssistMyTeam NET\Reply Tips | Post To Licensing KBs
* How to create a table o
New KB E“EI Post ]Hnwtn create a table o
o [=# Edit Soluti
- | Qn
Created Choose a k.
. ot Fite reate Table of Contents
Modified f_“;atﬁe\g_;_lznry,.r t_hat fits
this article Mew D
Author | Bahrur Rahman
Last Modified By | Bahrur Rahman
=HSave KB
Category |Software .
= e Compose your KB
¥pe | Ice article here and make
[] Net Ready For Use Feed data to N use of Outlook's inbuilt
—e | additional custom formatting fea_ture;e_,
ContactSource fields that your Ig;:gr.:ngib;g
Internalld administrator might S
States had deployed

Start Word, and then open vol

oy, .
‘ AssistMyleam
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You can use feature rich formatting inbuilt tools of Outlook, embed images and attachments (just as you use to do while composing

new emails). And don’t forget to tag a category and type by choosing it from the drop-down fields within which this KB article falls
within.

If the article is still in draft state i.e., not yet ready for use, check the ‘Not Ready for Use’ option so that it is not shown in the KB
Selection box when any user tries to choose a KB article for replying to an email or contact in Outlook.
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8. Generating new KB Article from an email
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Most often, you might have already written solutions and workarounds to certain issues from your customers through email

communications.

& 5 iPodCharging lssue - Mes...

Q' Tell me what you want to do

HE ¥
s X5 @ B 8 L] Q
3@, Delete Archive Raise KB Reply Respond Quick Move Tags Editing Zoom
In..= with KB M Steps - M - M
Delete Teamn Knowledge... Quic.. Zoam

Mon 11/20/2017 7:53 PM

AssistMyTeam <su piEaA kst >
' containing information
iPod Charging Issue or workarounds that

were provided to

To  Genesis Carlin .
customer as a 'fix' to

the reported issue

Dear Megan,
Make sure the Hold switch is off

1. Check to see if the Hold switch is on. It's located on the top or the bottom of
iPod, When it's in the on position, you'll see an orange patch.

2. To turn the hold switch off, slide it until you no longer see the orange patch.

3. Press any button to turn on iPod.

-~

D

Such emails in your archive could potentially be a goldmine of knowledge of your organization. But mining such information at the
time of needs can be tedious tasks for workers. They might have vague recollection of it. Another problem is navigating to such
existing document libraries and past emails and searching for the right information at the moment of need often takes time and

effort, not to mention the delayed response to the support request.

#  iPod Charging Issue - Mes...

Q Tell me what you want to do

b

« X3 BB (= ]| L} SO

=
3@, Delete Archive RaiseKB Reply Respond Quick Move Tags Editing Zoom

F In..= with KB M Steps - M - M
' ‘
Dgllle;i L lgg Reply Tips MInfo@AssistMyTeam. MNET)
-
o Mon 1 oy Harware Troubleshootings (\\Public Folders\All Public Folders)
ASS lgg Licensing KBs (\\Public Folders\All Public Folders)
iPod lgg KB (\\Public Folders\All Public Folders\Personal Helpdesk)
To  Genesis Carlin lgg Service Tips (\WPublic Folders\All Public Folders)

lgg Support Articles (\\Public Folders\All Public Folders)

g KB (\WPublic Folders\All Public Folders\Team Helpdesk]
Dear Megan,
g AssistMyTeam Alert Templates (\\support@assistryteam.net)

Make sure the Ho |z MPMN [\support@assistmyteam.net)

lgg Taxes (\support@assistmytearn.net)
1. Check to see if the Hold switch is on. It's located on the top or the bottom of
iPod. When it's in the on position, you'll see an orange patch.

D

;‘;:’\shihl MyTeam



Page3 2

to repeated gueri
with KB Articles

Team Knowledgebase

for Outlook
Instead, with Team KB Add-in, you can raise new KB articles from such emails, assign a unique ID, catalogue and tag it with metadata
such as category, type and other information specific to your business and store it to an appropriate centralized folder where it is
available for use by your knowledge workers.

iPod Charging |ssue - Discussion

A new unique

ID assigned to ¥

this article for
Delete  Post Refp quicker

= Rules - Description on the fix, i
images and t | Related
attachments are Select -
automatically transferred

Manager -
= Maove ?' Actio

Tearn Email

Delete Cuick Steps I Move . :
2 from the archived email
KB Folder | \Public Foldersil Public Folders\Harware Troubleshootings | From
. Posted To Harware Troubleshooti
KB ﬁl’tl'ElE #100010 EIEI Conversation iPod Charging Issue
0] Subject i i
100010 % Edit Solution ] iPod Charging Issue
Created |3/4/2018 1:31:03 PM
Modified |3,/4/2018 1:31:03 PM New ID Make sure the Hold switch is off
Author | Bahrur Rahman
Last Medified By |Bahrur Rahman 1. Check to see if the Hold switch is on. it's located|
Category |Hardware » | s Save KB top or the bottom of iPod. When it's in the on pq
u'll see an arange patch.
Type |Ipud e | | Delete KB | yo gep

2. To turn the hold switch off, slide it until you no |\
[] Not Ready For Use | Bt | the orange patch.

3. Press any button to turn on iPod.

Contact>ource
Internalld — Make sure the battery is charged

States

iPod won't turn on if the battery is empty. Instead, a low
screen appears for about 3 seconds when you try to turr|

Once KB articles are mined from your archived emails and documents, what you end up is a series of well documented, organized
articles that can be easily referenced, searched, catalogued and shared with your support staffs.

Folder View Q' Tell me what you want to do

_ iy P - *
T & 5 B @50 5 X = d
fg  lags A= =1 & X - -
Teamn My Mew Empty Mavigateto Ensure Current Help Mew  MNew Delete Archive  Post R
Settings... ~ Options... ~ KE - KE Folder - IDs  View~ = Email Items~ &5 Junk~ Reply
Team Knowledgebase (4.1.21.404) Mew Delete
F All Public Folders
All Unread Search
[= AMO
| B |ID | SUBJECT CATEGORY |TYPE 4
[= Archive Cases )
4  (Category: Hardware: 8 item(s)
AUTCTPS
4 Type: lpod: 1 item(s)
EPO i # : -
100010 iPod Charging lssue Hardware Ipod
_!-IamareTmlﬂeslmhigs; 4 Type: MacBook: 7 item(s)
Licensing KBs 1 * 100011 Useful keyboard and trackpad tips and shortcuts  Hardware MacBook
[ Personal Helpdesk * 100012 Apple Portables: How to disconnect the Mag5af... Hardware MacBook
El RR 1 100013 MacBook Pro: How to install memory Hardware MacBook
Service T “1 100014 How to use Remote Disc to share DVDs or CDs o... Hardware MacBook
ervice Tps * 100015 How to Use non-standard discs in optical drives  Hardware MacBook

;‘;:’\shihl MyTeam
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9. Inserting a KB Article to a new email when composing

Team Knowledgebase

for Outlook

When you are composing a new email in Outlook, you can also insert a KB article directly by clicking the ‘Insert a KB’ button available

in the Team KB toolbar.

Install guide for your Macbook's memory - Messa...

Insert Options Format Text Review

sl Calibri (Body) ~-111 - A A | = l Attach File -
D B I U :=-i=- 3= W Attach ltem -
Paste Mames
< N W.A- EEE M - Signature - ‘
Clipboard Basic Text a Include
-
't
From w helpdesk@AssistMyTeam2.onmicrosoft.com ‘_ir
To.. mary.smith @gmail.com
Send
Ce..
Subject Install guide for your Machonok s memaory

Team Knowle...

&

|nsert
a kB

Assign

Tags

Policy - v

Q Tell me what you want to do

Office
Add-ins
fa | Add-ins ~

This will pop-up a selection box where you can search and choose an appropriate KB article for insertion into the email.
NOTE: You can perform keyword search and the matching KB article entries will be highlighted in light-red color.

L Choosea KB

KB Folder |1n KE Folders Chosen

v||_§, Search

Filter |memurﬂ

| [ ] Preview Article

Select an item to insert; ——— (Found : 2 - Highlighted in red)

EI---.,:_—-. Hardware (8)

£+ Iped (1)

. |5 [KB-100010]iPod Charging lssue

=[] MacBook (7}

----- L,& [KB-100011] Useful keyboard and trackpad tips and shortouts

----- h{} [KB-100013] MacBook Pro: How to install memarny
----- h{} [KB-100014] How to use Remote Disc to share DVDs or COs on a Mac
----- h{} [KB-100015] How to Use non-standard discs in optical drives
----- h{} [KB-100016] Where can | find the extemal ports in MacBook Air?
----- h{} [KB-100018] MacBook Pro: How to remove or install the batteny
Es5u Software (2)
£10110S (2)
----- h{} [KB-100017] How to install applications using the MacBook Air SuperDrive
----- h{} [KB-100015] Useful keyboard and trackpad tips and shortouts

Ell.ﬁ WWPublic Folders\All Public Folders\Licensing KBs (1)

L:JL@ WPublic Folders\All Public Folders\Harware Troubleshootings (10)

----- h{} [KB-100012] Apple Portables: How to disconnect the MagSafe power adapter

Insert selectfed KB as

@ () \word DOC ﬁ () Single File MHT (@) Inline HTML

}L' () Adobe PDF v () Microscft XPS () MSG file
[] Send reply directly

g

O >
S
W
Insert
Cancel

Page3 3

>

You have the options to insert the chosen KB article as file attachments in the form of Word Document (.docx), Adobe PDF (.pdf),
Outlook MSG file (.msg), or as inline content. If the KB article has any additional attachments, these too will be copied to the email.
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= |nstall guide for your Macbook's memary... K3l O

Insert Options Format Text Review Q' Tell me what you want to do

X 10 A A || ] Attach File - @ > a
ER I U |i=-i=-|e&3=

B = < = = 3= W Attach ltem - _
Paste A — — | a MNames @5' Insert Tags Df‘Flse
- e - gnature - a KB T Add-ins
Clipboard Basic Text Include Team Knowl... Add-ins -
From w helpdesk@AssistMyTeam2.onmicrosoft.com
Ijl To... |marv.smiﬂ'1@qmail.mm
Send
e | Attachments from
the KB article are
Subject |Insta|l guide for your Machook.s memary also copied to the
email
Attached User Install Guide.pdf
POF | 657 KB
-
Dear Mary,

Thank you for contacting us. Please find a possible solution with the KB article (#100013 -
MacBook Pro: How to install memory) embedded below:

I wanted to upgrade my MacBook memory. Can you please quide
me through the process?

Selected KB

Resolution: article embedded
as inline content
Your MacBook Pra computer has two memory slots that you access by in the email

door in the battery bay. Your MacBook Pro comes with at least 512 megts
MHz Double Data Rate (DDR2) Synchronous Dynamic Random-Access Mefvag
installed. It may have more memary preinstalled, depending on the configuration you chose
when you bought the computer. hd

Notice the actual KB article item below, along its formatting and its attachments. They all make it to the inline content that is
embedded into the email (above).

Discussion Insert Options Format Text Review
KB Folder |\\Irrfu@ﬂssistfuhrTeam.N|:—ﬁHephr T Posted To Harware Troubleshootings
Conversation MacBook Pro: How to install memory
KB Article #100013 EIEI Subject |MacBook Pro: How to install
D User Install Guide.pdf
100013 @ Edit Solution G BE-TFKS all Guide.p
Created |2/21/2017 6:21:38 PM

Modified |3/4/2018 7:01:15 PM
Author | Bahrur Rahman
Last Modified By | Bahrur Rahman

MNew 1D

i wanted to upgrade my MacBg
\dUpdate KB memory. Can you please guidg

Category |Hardware - through the process?
Type |{MacBook v| | Delete KB |
[] Mot Ready For Use | Exit | Resolution:
Your MacBook Pro computer has fwa memo|
ContactSource ____ slots that you access by removing the memd
Internalld B door in the battery bay. Your MacBook Pro g
Cistes with at least 512 megabytes (MB) of 667 MH

Double Data RHate (DDR2) Synchronous Dyn

oy, .
‘ AssistMyleam
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10. Reply a KB Article to an existing email

If your customer writes to you on a recurring issue, for which a KB article was already being published, you can directly hit ‘Reply
with a KB’ button and choose that particular KB article from the selection box to insert it as file attachments (e.g., PDF attachment)
or as inline content in the body of the email reply.

Home Send f Receive Folder View Q' Tell me what you want to do
— ks = — E (="  GIgnore
TN DB S 08 X
Qe add - ] ‘E - Clean Up~
Teamn My Mew Empty Raise KB Mavigate to  Reply Help Mew  MNew Delet
Settings... - Options... © KB - In..~ KBFolder~ withakB -~ Email ltems~ &g Junk~
Team Knowledgebase (4.1.21.404) '; Mew Delete
: . +* ]
Email from a customer seeking ¥ » Search Current M
support to a frequently asked issue o L4
* .
«* =
4 Date: Older oF L1
*
iPod Charging |ssue * ‘;
Problem with my email client! '*
L2 Choosea KB O ot
KE Folder |10 KB Folders Chosen v| |4 Search
Filter |iPod | [ Preview Article

Select an item to insert; -——— (Found : 3 - Highlighted in red)

g Winfo@AssistMyTeam NET\Reply Tips FY
'-:Jlﬁ WPublic Folders\All Public Folders\Harware Troubleshooting=s (10)

EI---.,;—-. Hardware (8)
=1 Iped (1) Matching KB item highlighted in red
P e L‘;} [KB-100010] iPod Charging Issue

=-{_] MacBook (7)
----- 5% [KB-100011] Useful keyboard and trackpad tips and shortcuts
----- 5% [KB-100012] Apple Portables: How to disconnect the MagSafe power adapter
----- 5% [KB-100013] MacBook Pro: How to ingtall memaory
----- 5# [KB-100014] How to use Remote Disc to share DVDs or CDs on a Mac
----- |5# [KB-100015] How to Use non-standard discs in optical drives
----- 5# [KB-100016] Where can | find the extemal ports in MacBook Air?
----- 5# [KB-100018] MacBook Pro: How to remove or install the battery
Hian Software (2)
=1 i0S (2)
----- L‘;} [KB-100017] How to install applications using the MacBog
----- L‘;} [KB-100019] Useful keyboard and trackpad tips and sho
=-lgs) WPublic Folders\All Public Folders\Licensing KBs (
oo Software (1)
-] Office 2016 (1)
- 5% [KB-100020] How to create a table of contents by marking tes

Choose an appropriate KB

and click 'Insert’ to attach

or embed the KB content
to a new email reply

W
lnsert selected KB a5 . _ . . 7 Insert
@ () Word DOC ﬂj () Single File MHT () Inline HTML
}L (@) Adobe PDF il () Microsoft XPS () MSG file Cancel
Attachment Naming
] KB ID () KB Subject (®) Both

Send reply directly 42 KBs found!

In the selection box (above), KB articles are arranged in a tree, with each KB folder representing as the root node, and category and
type as child nodes. KB articles are then grouped by their types and categories, making it much easier to find an appropriate one by
means of the context of the issue.

You can choose from which Exchange folders to show the matching KB articles in the selection box.

>
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KB Folder |7 KB Folders Chosen . *.|v I -, Search |
Filtar Winfo@dssistMyTeam.MET\Reply Tips [] Preview Article

YiPublic Felders\All Public Folders'\Harware Troubleshootings

WPublic Folders\All Public Folders'\Licensing KBs

"Public Folders'\All Public Folders'\Personal Helpdesk\KE

"Public Folders\All Public Folders\Service Tips

Fublic Folders'\All Public Folders\Support Articles

WPublic Folders\All Public Folders\Team HelpdeskiKB

Select an article to embed

=

To further refine the result, you can search by entering a keyword as filter. And KB articles matching that keyword(s) will be
highlighted in red color. For instance, if the keyword was ‘iPod’ as filter, the entries matching ‘iPod’ are highlighted.

g Wnfo@AssistMyTeam NET\Reply Tips
El-.@ WPublic Folders\All Public Folders\Harware Troubleshootings (10)
452 Hardware (8)
' EH:l Iped (1)
¢ |5 [KB-100010] iPod Charging lssue
. -] MacBook (7)
B-asa Software (2)
#-lg5 WPublic Folders\All Public Folders\Licensing KBs (1)
=g WPublic Folders\All Public Folders\Personal Helpdesk\KB (13)
=-aqa Cars (1)
B Andi (1)
b | [KB-1002]iPod wont tum on!

You can insert selected KB article in 2 ways to outgoing email:

1) Inserting chosen KB article as PDF, MSG or XPS file attachment to the email reply

Selected KB article can be applied or inserted into the replied email in varied format. You can choose to insert as attachment in the
form of a word document (*.doc), Adobe PDF (*.pdf), Outlook Message file MSG (*.msg), Microsoft XPS (*.xps) or as single file
MHTML (*.mht).

Message Insert Options Format Text Review Q' Tell me what you want to do

L Calibri -1 - A A gz D AttachFile- @ > ’
] B I U Z-i=. &3= *

U Attach ltem -

Paste ~ Mames Insert Tags  Office
¥ B — — .
- N . pA- =E=E= A S |# Signature - 1 KE - Add-ins
Clipboard = Basic Text I Include Team Knowl... Add-ins .
From w helpdesk@AssistMyTeam2.onmicrosoft.com
To... Lisa, Ray@uni.melbourne, edu.au
Send
Subject RE: iPod Charging lssue
\tached % KB2100010 iPod Charging lssue.pdf
Attache e | 279 KB
Dear Lisa Ray, =

Thank you for contacting us. Attached is a PDF file containing a KB article (#100010 - iPod
Charging Issue) with a possible resolution to the issue you were experiencing.

Best Regards,

Support Team

From: Lisa Ray iisa.ﬁay@uni.melbourne.edu.au}

Sent: Monday, Movember 20, 2017 7:58 PM

To: AssistMyTeam Support <helpdesk@AssistMyTeam2.onmicrosoft.com:=
Subject: iPod Charging Issue

2) Inserting chosen KB article as inline content to the email reply

>

Page3 6
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You can also embed the selected KB article directly into the body of the email reply. Any inline images and formatting are preserved
in its original state in the reply also.

Format Text Review ¢ Tell me what you want to do
o Tahoma -0 - A A [l Attach File - @ > ’
O 8 ru .o == 02 Attach item - o5
Paste o | sl . — — | » Mames _ Insert Tags  Office
- A E== - Q’Slgnature' a KE - Add-ins
Clipboard EBasic Text P Include Team Knowl... Add-ins »
From bahrur@assistmyteam2.onmicrosoft.com
Ta... AssistMyTeam <supporti@assistmyteam.com =
5end
Subject RE: iPod Charging lssue
Terms of Support.pdf
Attached eor | 130 KB
Y
bear AssistMyTeam,

Thank you for contacting us. Please find a possible solution with the KB article (#100010 - iPod
Charging Issue)} embedded below:

Make sure the Hold switch is off
1. Check to see if the Hold switch is on. It's located on the top or the bottom of iPod.
When it's in the on position, you'll see an orange patch.
2. To turn the hold switch off, slide it until you no longer see the orange patch.

3. Press any button to turn on iPod.

Make sure the battery is charged

Optionally, you can choose if to send the reply containing the inserted KB article directly to the recipient or display the inspector
compose window, so that you can add further information such as attachments or tweak the content.

Insert selecfed KB a5

== Insert
@ () word DOC m () Single File MHT ~ (®) Inline HTML ¥
}qﬁu i) Adobe PDF v () Microsoft XPS () MSG file Cancel
pun®

mun®®
[~ Send Fﬂpﬁirﬂfﬂh’ Mote that ne compese inzpector will be displayed!

Lastly, you can customize the reply template headers that are used in the email reply from Outlook > Team KB toolbar > My Options
> Reply Templates.

Select a template to customize lj H * ER ﬂ N E == iz i EF &= | — @ -& =
Reply Email with a KB as file attachment w
B I U Font Anal - Size 1(8pt) - & I clack
Available variables {Press "Ctrl + C'to copy) Dear kB SENDER NAME
FlaceholderVariables - -
KE_ID Thank you for contacting us. Attached is a PDF file containing a KB article
KB SENDER. NAME [#I{E_.]D - KB_SUBJECT) with a possible resolution to the issue you were
J experiencing.
KB_SEMDER_EMAIL
KB_SUBJECT ' Best Regards,
KB EMAIL SUBJECT 1 Support Team

>
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11. Send a KB Article to an Outlook contact

To send a KB article to an Outlook contact (address book), click ‘Reply with a KB’ button on the Team KB toolbar in Outlook, and
from the selection box, choose the appropriate KB article to send an email with the chosen KB article.

Contacts - Public Folders - QOutlook

Q' Tell me what you want to do
iﬁ =L [ Email ¥ o C
- = EI &% New Contact Group x [ Emal g By Wmta
) F‘@Meeting i [* Fo
.REFI-|}I' Mavigate — Mew EEI Mew ltems Delete = More~ Change Actions  Share o
withakB To- Contact LI Wiew = M - i
Team Kn‘iedgebase Mew Delete  Communicate Current View
*
3 *, Search Contacts
*
O L'll—ﬁi_‘ FULL MAME EMAIL BUSINESS PHOME | ACCOUNT
B 26 *, Abdullah Yusuf syusuf@jeraisy. com [+966-11) 419 20... Jeraisy Compu...
iEl 25 B Ripple, Stacy sripple@mt.gov [406) 495-5327 Montana Stat...
[E=] 24 Leonardo Ariel 5an Martin LSANMARTIMN@reich.cl +(562) 2714 7769 Reich
&3] 23 Dr. Bamcha Rahman DDSF Jr.  dsdsfds@ds.com 34354564646 Google Inc
= 22 Julian Assange julian.assange@wikileaks.com 43254543 Google Inc
E = 21 John Howard john.hi@asustramali.com 23434343 Microsoft Inc

Before finalizing on a KB article for insertion from the selection box, you can preview the content of the article by checking ‘Preview

Article’ option (located just below the ‘Search’ button). And the preview will be available at the right side.

L@ Choosea KB O *
KB Folder |10 KB Folders Chosen V|4 search ]
Filter |MacBook] | B Preview Article
Select an item to insert; - (Found : 8 - Highlighted in red) m E
gz Winfo@AssistMyTeam.NET\Reply Tips [ -

EI-"Lg"\Euinc I:)::::‘;;SWI Public Folders\Harware Troub | wanted to upgrade my MacBook
517 Iped (1) memory. Can you please guide me
- "[3 [KB-100010]iPod Charging Issue through the process?
=-{_] MacBook (7)
----- 5% [KB-100011] Useful keyboard and trackpad tips and sk
----- |5 [KB-100012] Apple Portables: How to disconnect the b
----- |z [KB-100013] MacBook Pro: How to install memary
----- |5 [KB-100014] How to use Remote Disc to share DVDs ¢
----- |5 [KB-100015] How to Use non-standard discs in optical
----- |z [KB-100016] Where can | find the extemal ports in Mac
----- |5z [KB-100018] MacBook Pro: How to remove or ingtall th
ian Software (2)

=1 105 (2)
----- ._,Q: [KEB-100017] How to install applications using the Mack
----- |5 [KB-100019] Useful keyboard and trackpad tips and sk
= lgg WPublic Folders\All Public Folders\Licensing KBs
EI---.,:_—-. Software (1)

Resolution:

Your MacBook Pro computer has two memory slots that
you access by removing the memory door in the battery
bay. Your MacBook Pro comes with at least 512
megabytes (MB) of 667 MHz Double Data Rate (DDR2)
Synchronous Dynamic Random-Access Memory (SDRAM)
installed. It may have more memoary preinstalled,
depending on the configuration you chose when you
bought the computer.

Both memory slots can accept an SDRANM module that
meets the following specifications:

=[] Office 2016 (1) v o
£ >
Inzert selected KB asz @ Insert
# OwordDOC ] O Single File MHT @ Inline HTML
}%” () &dobe POF sy () Microsoft XPS () MSG file Cancel
[ ] Send reply directly

>
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And when you visually confirm your choice, click ‘Insert’. And this will create a new email having the same subject as that of the

chosen KB article and the email content/body will use the ‘Reply Template’ where the placeholder variables are substituted with
information from the chosen KB article.

Format Text Review

Q Tell me what you want to do
ey M, | |Arial

-0 - A A ] Attach File - @ ﬂ > - a
-— 11— — = - 1 E
DED B I U :=-i=- ==3= U Attach Item - !
Paste

. Mames Insert  Assign i Office
- N WA E=E= M - |# Signature~

akB  Policy= ¥ Add-ins
Clipboard = EBasic Text Ta Include Team K. Tags M Add-ins L
From + helpdesk@AssistMyTeam2, onmicrosoft.com
T | sripple @mt.gov |
S5end

Subject |MacBnnk Pra: How to install memary |

I G| Userinstall Guide pdf
aene FoF | 657 KB

Dear Stacy Ripple, E

Thank you for contacting us. Please find a possible solution with the KB article (#100013 - MacBook
Pro: How to install memory) embedded below:

I wanted to upgrade my MacBook memory. Can you please guide
me through the process?

Resolution:

Your MacBook Pra computer has two memory slots that you access by removing the memoary
door in the battery bay. Your MacBook Pro comes with at least 512 megabytes (MB) of 667 MHz

Maeihln Diafs Dats OO Qumchranoane Mhiosnammies Dandam Accnce Mdammamns SODDAAL fnotallad

If there are any attachments in the chosen KB article, they too will be copied/attached to the outgoing email.
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12. Navigate to the KB Folders

Your Administrator would surely have chosen and configured few or many Exchange KB Folders where KB articles are stored. And if
these folders are shared with adequate permission levels to view the contents (at the very least), you can navigate quickly to any of

ebase

for Outlook

these chosen KB folders from your Outlook in a single click, without searching for it in the hierarchies of folders.

il e
A= A=
afs ' -

Send f Receive Folder

=, [N

View ¢ Tell me what you want to do

QO

5 lgnore
% Clean Up~

Teamn My Mew Empty Raise KB MNavigateto Heply Help Mew  MNew Delete
Settings... = Options... = KB - In..~ KBFolder~ withaké -~ Email ltems~ | & Junk~
Team Knowledgebase (4. [ 2 Reply Tips (\\Info@AssistMyTeam.NET)
Articles
¢ Al g Harware Troubleshootings (\\Public Folders\All Public Folders)
Emails Archive ) ] ) )
1% lgg Licensing KBs (\\Public Folders\All Public Folders)
Inbox
4 | lgg KB (\WPublic Folders\All Public Folders\Personal Helpdesk)
I [ Drafts ) . . .
g Service Tips (\WPublic Folders\All Public Folders)
I [z Sent tems ] ] ]
- lgg Support Articles (\\Public Folders\All Public Folders)
I [5] Deleted ltems 8 ) )
g KB (\WPublic Folders\All Public Folders\Team Helpdesk)
Archive
g AssistMyTeam Alert Templates (\\support@assistrmyteam.net)
[ Bahrur Test )
g MPM (hsupport@assistmytearn.net)
bE Calendar )
lgg Taxes (\Nsupport@assistmytearn.net)
Clutter

X

Further, if you had installed the Team KB Admin add-in, you will find a special button ‘Ensure IDs’ in the KB toolbar in each of the
chosen KB folder. You can use this button to process any emails or items that still have not got a unique ID.

Send [ Receive Folder

RS L@

Teamn My Mew Empty Navigate

Settings... = Options... = KB~ KE Folder -
Team Knowledgebase (4.1.21.404)

to

View Q' Tell me what you want to do

18 & X
Ensurel Current  Help Mew  MNew P Delete Archi
IDs Sgliew= - Email ltems~ 4o Junk~

Mew Delete

.
L
"y
iy
L

3 £
Reply Tips: All Unread
[ Team Helpdesk SP 1% Me 1D SUBJECT 5IZE
Test { L How to setup AirPort Base Station and Metwork 22 KB
testPHO 1 iPhone: Making and Receiving a Call 11 KB
th “1 How to use Remote Disc to share DVDs or CDs ... 8 KB
o
1 How to enable DVD or CD Sharing feature in ... 5EKB
P Search Folders # iPod won't turn on! 12 KB
o1 How to setup AirPort Base Station and Metwork 22 KB

Click start to process items in the current KB folder that still have not got a unique ID.

Assign |Ds to all KBs

Press "Start’ to continue

Ensure IDs to all KB Articles of this KB Folder

Process all items in this folder as KB articles with unigue ID

Cancel

>
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And the outcome is the assignment of IDs to any KB articles without it.

All Unread E

| D@ | 1D SUBJECT SIZE
* 100021 How to enable DVD or CD Sharing feature in MacBook... 5 KB
1 100022 How to Use non-standard discs in optical drives 9 KB
“1 100023 How to use Remote Disc to share DVDs or CDs on a Mac 2 KB
1 100024 MacBook Pro: How to install memory 15 KB
1 100025 MacBook Pro: How to remove or install the battery S5KE
1 100026 Useful keyboard and trackpad tips and shortcuts S KB
# 100027 How to use Remote Disc to share DVDs or COs on a Mac 8 KB
1 100028 Troubleshooting the MacBook Air SuperDrive S5KE
1 100029 How to setup AirPort Base Station and Metwaork 22 KB
1 100030 How to setup AirPort Base Station and Network 22 KB
1 100031 iPod wan't turn on! 12 KB
# 100032 How to use Remote Disc to share DVDs or COs on a Mac 8 KB
1 100033 Apple Portables: How to disconnect the Mag5Safe pow... S KB
1 100034 How to enable DVD or CD Sharing feature in MacBook... 5 KB
1 100035 Where can | find the external ports in MacBook Air? 10 KB
1 100036 iPhone: Making and Receiving a Call 12 KB
1 100037 Useful keyboard and trackpad tips and shortcuts S KB
1 100038 How to Use non-standard discs in optical drives 9 KB

Page4 1
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13. Arranging and viewing KB articles in Folders

Once you are in any of the KB folder, you can use one of the pre-defined Outlook views (specifically designed for KB articles) under
‘Current View’ menu to organize and group articles by ID, categories and types, author and status etc.

Folder View Q' Tell me what you want to do
— il {_.l l._¥ 5 f ‘k —
Z &8 B & e =g i X3T N
ﬁm A{} i 6’6 Ijl “E x Clean UF"T ‘E
Teamn My Mew Empty Mavigateto Ensure Current Help Mew  MNew Delete Archive  Post  Reply
Settings... ~ Options... ~ KE - KE Folder - IDs | View= - Email Items~ &5 Junk~ Reply
Team Knowledgebase (4.1.21.404) KB Articles |D Delete
- £ .

4 All Public Folders All Unread & Categories and Types Search h
it ik | Oyl | Authors CATEGORY |TYPE =
I+ [ Archive Cases 4 Category: Ha KB Articles Status

AUTOTPS 4 Type: |pod Compact
EPO 1 @J 1C Single Hardware Ipod
Harware Troubleshootings 4 Type: Macl Preview
Licensing KBs 1 1 100011 Useful keyboard and trackpad tips and shortcuts  Hardware MacBook
_f . .
s Personal Helpdesk 100012 Apple Portables: How to disconnect the Mag5af... Hardware MacBook
E RR “1 @J 100013 MacBook Pro: How to install memory Hardware MacBook
“] 100014 How to use Remote Disc to share DVDs or CDs o... Hardware MacBook
Service Tips 1 100015 How to Use non-standard discs in optical drives  Hardware MacBook
Support Articles 1 100016 Where can | find the external ports in MacBook ... Hardware MacBook
.f . .
Support Requests 100018 MacBook Pro: How to remove or install the battery Hardware MacBook
4 (Category: Software: 2 item(s
47 Team CRM aen 5
P Accounts 4 Type: i05% 2 item(s)
55 Contacts 1 100017 How to install applications using the MacBook A... Software 05
ontac
1 100019 Useful keyboard and trackpad tips and shortcuts  Software i0s
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14. Uninstalling Team KB Admin and User add-ins

To uninstall the Team KB Admin and User Add-in tools from your computer, follow the steps outlined below:

Step 1: Go to ‘Control Panel > Programs and Features’. Scroll down to select “Team Knowledgebase’ (Admin or User) and click
‘Uninstall’ as illustrated below:

ﬁi Programs and Features

“— v ﬁi » Control Panel » All Control Panel lterns »  Programs and Features

Control Panel Home .
Uninstall or change a program

View installed updates To uninstall a program, select it from the list and then click Uninstall, Change, or Repair.

G Turn Windows features on or

off Organize +  Uninstall Change  Repair
Mame oF Publicher
|j S0L Enp!?&r Browser for S0L Server 2012 Microsoft Corporation
r! Team KnowledgeBase Admin (x86) AssisthiyTeam |
B TeamViewer & TearmnViewer
(85| Visual Studic 2010 Prerequisites - English Microsoft Corporation
[z Visual Studio 2012 x64 Redistributables AVG Technologies
[ Visual Studio 2012 x86 Redistributables AVG Technologies CZ, s.r.o.
Ei Programs and Features
“ v Ei » Control Panel » All Control Panel lterns » Programs and Features

Control Panel Home .
Uninstall or change a program

View installed updates To uninstall a program, select it from the list and then click Uninstall, Change, or Repair.
® Turn Windows features on or
off Organize *  Uninstall Change  Repair
Mame *’ a Publisher
d SOL Server Browser for SQL Server 2012 Microsoft Corporation
%T&am I('nowledgeEase User (x26) AssistMyTeam |
TeamViewer 8 TeamViewer
(85| Visual Studic 2010 Prerequisites - English Microsoft Corporation

Step 2: A dialog confirmation follows asking for confirmation. Click Yes.

Programs and Features

I Are you sure you want to uninstall Team KnowledgeBase User (x26)7

L1 Inthe future, do not show me this dialog box m% Mo

Step 3: The Team KB setup will now start the un-installation process. Make sure that Microsoft Outlook is not running (even under
the task manager).
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15. Important links

Team Knowledgebase for Outlook - Homepage
Go to the official website of Team Knowledgebase for Outlook.

Video Tutorial clips

Watch video tutorials that teach you how to install, configure and work with Team Knowledgebase.

Purchase License

Purchase an enterprise team license for Team Knowledgebase for Outlook.

Support Maintenance contract

At AssistMyTeam, we're committed to give you the best support for all the products that we offer and more!
The AssistMyteam Support Contract helps you use our products more efficiently and work out any issues that
you encounter during the course of their use.

Submit an online support ticket

Use this web form to create a ticket with AssistMyTeam Technical Support.

oy, .
‘ AssistMyleam
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